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ABSTRAKSI 
 
Muntira merupakan salah satu klinik kecantikan yang ada di Kudus yang 
menawarkan berbagai produk dan jasa kecantikan. Banyaknya pesaing bisnis yang 
sejenis mengharuskan Muntira untuk meningkatkan strategi bisnis dalam 
membangun hubungan pelanggan atau Customer Relationship Management 
(CRM) yang dapat mempengaruhi loyalitas pelanggan.  
Tujuan penelitian ini adalah untuk menguji pengaruh antara Customer 
Relationship Management (CRM) dengan komponen people, process dan 
technology terhadap loyalitas pelanggan Muntira Total health skin care solution 
Kudus secara parsial dan berganda. Populasi adalah seluruh konsumen. Ukuran 
sampel penelitian sebesar 100 konsumen yang menggunakan teknik purposive 
sampling. Teknik pengumpulan data menggunakan angket dengan jumlah tryout 
sebanyak 30 responden. Dari pengujian reliabilitas semuanya reliabel dan 16 item 
pertanyaan angket semuanya valid. Teknik analisis data menggunakan analisis 
regresi, Uji t, Uji f dan Koefisien Determinasi. Customer Relationship 
Management (CRM) mempunyai pengaruh terhadap loyalitas pelanggan Muntira 
Total health skin care solution Kudus sebesar 18,3% dengan hasil dari semua 
variabel yang berpengaruh positif dan signifikan. Dengan demikian dapat 
dikatakan bahwa Customer Relationship Management (CRM)  yang dimiliki oleh 
Muntira terbukti mampu untuk meningkatkan loyalitas pelanggan. 
 
 
Kata Kunci  : Customer Relationship Management (CRM), People, Process, 
Technology, Loyalitas Pelanggan 
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INFLUENCE OF CUSTOMER RELATIONSHIP MANAGEMENT ( CRM 
) TOWARD CUSTOMER LOYALTY 
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KUDUS ) 
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ABSTRACT 
 
Muntira is one of the beauty clinic in Kudus offering various beauty 
products and services. Many competitors require Muntira similar businesses to 
improve business strategy in building customer relationships or Customer 
Relationship Management ( CRM ) that can affect customer loyalty.  
The purpose of this study was to examine the effect of Customer 
Relationship Management ( CRM ) with the components of people, process and 
technology to customer loyalty Muntira Total health skin care solutions Kudus 
and multiple partial. 
The population is all consumers. The sample size of 100 consumers using 
purposive sampling technique. The data collection technique using a questionnaire 
tryout number of 30 respondents. Everything from reliability testing is reliable 
and a 16 item questionnaire are all valid questions. Data were analyzed using 
regression analysis, t test, F test and coefficient of determination. Customer 
Relationship Management (CRM) has an influence on customer loyalty Muntira 
Total health skin care solution Kudus of 18.3 % with the results of all the 
variables are positive and significant effect. Thus it can be said that Customer 
Relationship Management (CRM), which is owned by Muntira proved able to 
increase customer loyalty . 
 
Keyword : Customer Relationship Management (CRM), people, process, 
technology, customer loyalty 
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